EFFECT OF INFORMATION TECHNOLOGY INNOVATION AND

MANAGEMENT ON GROWTH OF INTERSWITCH EAST AFRICA (K) LTD by OMBALO, PHILISTER
 
 
 
 
EFFECT OF INFORMATION TECHNOLOGY INNOVATION AND 
MANAGEMENT ON GROWTH OF INTERSWITCH EAST AFRICA (K) LTD 
 
 
 
PHILISTER OMBALO 
 
 
 
 
A RESEARCH PROJECT SUBMITTED TO THE SCHOOL OF MANAGEMENT 
AND LEADERSHIP IN PARTIAL FULILLMENT OF THE REQUIREMENT FOR A 
BACHELORS OF MANAGEMENTAND LEADERSHIP DEGREE AT THE 
MANAGEMENT UNIVERSITY OF AFRICA 
 
July, 2018 
 
 
 
 
 
ii 
 
DECLARATION 
Declaration by the Student 
This research project is my own work and has not been presented for examination in any 
other University. 
 
 
Signature............................................              Date................................................. 
 
Declaration by the Supervisor 
This research project has been submitted for examination with my approval as the University 
Supervisor 
 
 
Signature................................................. Date............................................... 
Management University of Africa 
 
  
iii 
 
DEDICATION 
I dedicate this work to my family, most especially my dad, who believes in girl child 
education and sacrificed many of life’s necessities, investing in my education to ensure that I 
had the opportunity and foundation for continuing education.  My research effort is further 
dedicate to my son, and I say a big thank you for your understanding whilst I denied you the 
attention needed, pursuing this degree. I hope this work will provide encouragement to you to 
aim for the stars in pursuit of your dreams.  
iv 
 
ACKNOWLEDGEMENT 
I am profoundly indebted to my supervisor, James Mwikya, and wish to express my deep 
appreciation for his unswerving dedication, attention to detail, patience, constant feedback, 
guidance, and encouragement without which, construction, completion, approval and 
submission of this work could not have been possible.   
I also wish to acknowledge the great assistance of all the Management and Leadership course 
lecturers at The Management University of Africa, for their constructive direction and 
insights which have been very instrumental to the achievement of my academic goal.  
To my colleagues at the University, I say a big thank you for providing the necessary needed 
information for my research work.  
Finally, to all those individuals whose names I am unable to mention here, friends, loved ones 
and well-wishers, for the support and encouragement in one way or another throughout this 
entire process. I say a big thank you and God bless you, for without you I would never have 
completed this work. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
v 
 
ABSTRACT 
 
The study’s focus is Interswitch East Africa (K) Ltd, a certified enterprise IT solutions and 
service provider. Being an organization in the realm of IT industry, project implementation 
often requires a variety of technologies, and so the project leaders, who are rarely the 
technical expert, must lead a team of experts in incorporating various technology domains 
such as hardware, operating systems, networks, databases, web services, information security, 
and the various business application modules and related business processes. The employees 
are expected to create and manage positive outcomes for their projects as they design and 
build a system that re-defines how business processes within a domain will supposedly 
function. However, in the recent past, implementation of the enterprise IT projects is a 
challenge due to the limited understanding by the project team members on how to utilize 
their aspects leadership to influence performance of their projects. The change management 
aspects of the implementation of this kind of projects are daunting and there is need for 
employees to utilize their various aspects of leadership to build collaboration and highly 
effective sub-teams within the organization. This study therefore identifies four aspects of 
leadership which includes skills, experience, control and styles and seeks to establish how 
these aspects influences the performance of IT projects at Interswitch East Africa (K) Ltd.  
The study recommends that Interswitch work on their update on new technologies and 
leadership skills to ensure that it is adequate and up to date for their operations. The value of 
new IT projects should be adequate, sustainable and updated. 
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CHAPTER ONE 
INTRODUCTION 
1.1 Background of the Study 
In Today’s market place full of fierce competition, managers find the need to make swift and 
high quality business decisions almost every day and they need high quality data in their 
decision making process. As the world economy continues to globalize and competition 
increase the key challenges of today’s economy respond more quickly, Globally, Information 
technology management is a strategic component of any business organization. Over the past 
decade, organizations have begun to realize the increasing importance and the potential of 
exploiting Information Technology to gain competitive advantage in their particular realm. 
 When the global economy experienced the largest economic meltdown in 2008 since the 
Great Depression (Hilsenrath & Paletta, 2008; Claessens et al., 2010: Shachmurove, 2011), 
the event propelled organizations and various firms to re-evaluate their current positions. 
Organizations are now pursuing increased productivity while, at the same time, decrease 
costs. They have pushed for the implementation of robust IT solutions not only to facilitate 
and augment crucial decision making processes, but to improve organizational efficiency and 
effectiveness as well. 
 In Africa, most society’s todays are being transformed by continuously evolving 
technologies that are changing the way we do things at the most fundamental levels. At a 
macro level, IT is one of the driving forces behind globalization of world economies and at 
an enterprise level, it is playing a crucial role in re-engineering and restructuring of business 
processes in response to increased competition. On an individual level, every aspect of our 
daily lives is subject to technological innovations. We have become dependent on the 
flexibility, access, and services that they provide us. Computers, fax machines, networks, 
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cable television, fiber optics, and ATMs have all played a pivotal role in the way we 
communicate, work, play, and do business.  
Currently in Kenya as the information age progresses, there is increase in owe to our 
economic and technological progress to free flow of ideas and knowledge across the globe.. 
Consequently, it becomes more important that we have access to superior and timely 
information. As a nation our advantage in the information age relies heavily on technological 
progress and scientific and technical information. From an organizational standpoint, the 
information age is in full swing and both public and private institutions are experiencing an 
increase in the use of a variety of information technologies (IT’s).  
Realistically, it has become nearly impossible for an organization to operate without the use 
of ICT skills in various departments. Since inception, IT’s have been held up by many people 
as the cure-all for a variety of organizational ills, and in many cases viewed as an antidote to 
poor performance-efficiency through the miracle of automation. However, there is still a 
widespread dissatisfaction about the performance of Information Technology projects. 
Wateridge (1995), quoted a survey which reported that twice as many Information 
Technology projects are considered to be `less successful' than are considered to be 
successful and lamented lack of research in examining the success factors.  
Much of the project management literature suggests performance of IT projects depends on a 
wide range of critical factors, which are difficult to quantify, standardize and present in 
varying degrees among projects (Yetton, Martin, Sharma, & Johnston, 2000; Tesch, 
Kloppenborg, & Frolick, 2007; Gowan & Mathieu, 2005). At the same time, there are also 
questions about whether leadership is critically important for achievement of high level of 
projects performance (Finkelstein & Hambrick, 1996; Katz & Kahn, 1978; Peterson, Smith, 
Martorana, & Owens 2003). This mixed research findings of the different scholars, suggest 
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that there is need for more studies to establish the influence of leadership on performance of 
IT projects.  
The study’s focus is Interswitch East Africa (K) Ltd, a certified enterprise IT solutions and 
service provider. Being an organization in the realm of IT industry, project implementation 
often requires a variety of technologies, and so the project leaders, who are rarely the 
technical expert, must lead a team of experts in incorporating various technology domains 
such as hardware, operating systems, networks, databases, web services, information security, 
and the various business application modules and related business processes. The employees 
are expected to create and manage positive outcomes for their projects as they design and 
build a system that re-defines how business processes within a domain will supposedly 
function.  
However, in the recent past, implementation of the enterprise IT projects is a challenge due to 
the limited understanding by the project team members on how to utilize their aspects 
leadership to influence performance of their projects. The change management aspects of the 
implementation of this kind of projects are daunting and there is need for employees to utilize 
their various aspects of leadership to build collaboration and highly effective sub-teams 
within the organization. This study therefore identifies four aspects of leadership which 
includes skills, experience, control and styles and seeks to establish how these aspects 
influences the performance of IT projects at Interswitch East Africa (K) Ltd.  
1.2 Statement of the Problem 
Several researchers such as Müller & Turner, (2007); Norrie & Walker, (2004); and 
Thamhain, (2004) observed that leadership had not been extensively studied as general 
management, thus the theory of innovation within the unique context of IT project 
management appeared to be at a rudimentary level of conceptual understanding. Given the 
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dynamic nature of the IT projects and processes at Interswitch East Africa (K) Ltd, the 
organization’s potential of becoming a leading software solutions and service provider in 
Africa is challenged. Implementation of the enterprise Information technology management 
at Interswitch East Africa (K) Ltd is of major concern, given the significant amounts of 
money that had been invested on these projects. This is largely attributed to the limited 
understanding by the project leaders to utilize the aspects of innovation which include skills, 
experience, control and styles to influence the performance of their projects.  
Prior research found out that one of the most important issues within project management is 
leadership (Carson, Tesluk, & Marrone, 2007). However, at Interswitch East Africa (K) Ltd, 
research about the crucial management and innovation aspects in an IT context is still limited 
and this study sought to contribute to fill the gap, since management and innovation emerged 
to be a core theme in projects delivery, and it is imperative to improve the performance of the 
IT projects in order to achieve organizational effectiveness. The motivation of this study 
therefore is to identify and investigate the aspects of management and innovation on the 
growth of Interswitch East Africa (K) Ltd.   
1.3 Purpose of the Study 
The main purpose of this study is to investigate the effect of information technology 
management and innovation on the growth of Interswitch East Africa (K) Ltd.  
1.4 Objectives of the Study 
In order to address the purposes of this study, the following research objectives are 
formulated;   
1. To arbitrate the effect of innovation and management skills on performance of IT 
projects at Interswitch East Africa (K) Ltd.  
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2. To establish the influence of leadership of project management experience on 
performance of IT projects at Interswitch East Africa (K) Ltd. 
3. To examine the relationship between IT management and innovation on the growth of 
Interswitch East Africa (K) Ltd.  
4. To ascertain the influence of management styles on project management performance 
of IT projects at Interswitch East Africa (K) Ltd.  
1.5 Research Questions 
The current study under investigation attempted to answer the following research question;  
1. How does innovation and management skills influence performance of IT projects at 
Interswitch East Africa (K) Ltd?  
2. Does the relationship between IT management and innovation influence growth at 
Interswitch East Africa (K) Ltd? 
3. To what extent does project management leadership experience influence the 
performance of IT projects at Interswitch East Africa (K) Ltd? 
4. To what extent does project management leadership style influence the performance 
of IT projects at Interswitch East Africa (K) Ltd? 
1.6 Significance of the Study 
Due to the unique problems and challenges in managing and innovation of information 
technology, this research aims to establish ways in which project managers could use the 
aspects of management to influence the performance of ICT projects. The unit of study is IT 
projects at Interswitch East Africa (K) Ltd, which has not previously been studied.  
This research study is significant in many aspects: To begin with, the study may serve as a 
source of policy guidance to the organization and provide necessary management incentive 
for increasing productivity. Secondly, the study may be used to enlighten the management at 
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Interswitch East Africa (K) Ltd on how project teams can effectively use the aspect of 
management and innovation to influence the company growth.  
In addition, the research may particularly challenge both the management and the project 
teams at Interswitch East Africa (K) Ltd on the importance attached to organizational 
effectiveness, and will enlighten the teams on their obligations to the leadership in the 
organization. Finally, the study serves as a partial fulfillment for the award of Degree in 
Business Management and Administration and the work may be of immense benefits to 
researchers/practitioners and aid in future researcher on information technology management 
and innovation on company growth. 
1.7 Basic Assumptions of the Study 
In defining this study, the following assumptions are applied; Interswitch East Africa (K) 
Ltd’s core business is IT projects, and the organization’s main concern is achievement of 
shared goals. Secondly, since leadership is a human-based factor and not necessarily bound to 
a specific industry, the results of this study would be applicable to other organizations. 
Further, since the respondents are given a statement regarding confidentiality of the survey, 
the study assumed that respondents would answer the survey as honestly as possible because 
there is guaranteed anonymity. Lastly, being a mixed research, the results of this study would 
be a starting point for other studies.  
1.8 Scope of the Study 
The scope of study is exclusively restricted to Interswitch East Africa (K) Ltd and it extends 
to senior managers, project managers, project teams, innovation team and consultants in the 
organization.  
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1.9 Chapter Summary 
Over the years, technology in business has been changing rapidly as the global environment 
becomes highly competitive and innovative. The use of information technology (IT) then has 
become very vital to all organizations that intend to remain competitive in the market. 
Organizations therefore are increasingly investing in IT. Due to this rapid growth in 
investment in information technology, there is so much growth and improvement on 
businesses performances thus enough evidence to prove that there is a convincing link 
between investment in information technology and organizational performance and growth. 
Several studies have been undertaken internationally on information technology management 
and innovation on business growth and performance. 
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CHAPTER TWO 
LITERATURE REVIEW 
2.1 Introduction 
This chapter reviews literature on the effect of information technology on the growth of inters 
witch (K) ltd. It highlights the trends in this study relating to the research topic. It includes 
research areas, methodology, theoretical approaches and empirical literature review. It shows 
sources of where the information is coming from such as countries or other areas. The review 
also outlines some of the gaps identified; it deals with the historic and current state of 
research in the field. 
2.2 Theoretical Review 
In the study there are several theories that attempt to explain how changes in information 
technology have an impact on the growth of business and in this case the interswitch 
company limited. These theories include|; Technology acceptance model, Diffusion of 
innovation and Information systems model theories. Each of these theories makes 
assumptions regarding the behavior of aspects of the economy and focuses on the behaviors 
of other aspects as determinants of business growth. 
2.2.1 Technology Acceptance Model (TAM) 
The technology acceptance model (TAM) is an information system theory that seeks to 
explain using a model, the acceptance and use of a technology by users’ (Davis, 1989). TAM 
is used to explain the acceptance of a new technology in the work place and which users are 
likely to embrace the new technology. Two major factors inform the user’s decision on the 
use of the new technology and this include; perceived usefulness, this is the extent to which 
an individual believes that using a particular system would complement their job performance 
and perceived ease of use, which is the extent to which an individual believes that using a 
particular system would be effortless. Continuous studies on the model have resulted in new 
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versions such as the unified theory of acceptance and use of technology (UTAUT) and TAM 
2 (Venkatesh & Davis 2000 & 16 Venkatesh 2000). TAM has been useful in explaining 
various system use such as online system which include electronic Learning systems, 
information management systems and web based applications as noted by (Fathema, Sutton, 
2013, Fathema, Shannon, Ross, 2015, Fathema, Ross, Witte, 2014). 
2.2.2 Diffusion of Innovation Theory 
Diffusion of Innovation is the process by which a novel idea is communicated or introduced 
through certain channels to members of the social system (Rogers, 2003). There are four 
components that impact the spread of new ideas namely: the innovation itself, 
communication channels, time and a social system. It is important to note that innovations 
must be accepted extensively in order to be sustainable. The adoption of an innovation takes 
the shape of an S curve when mapped over a long period of time (Fisher, 1971). The curve 
starts with the innovators, early adopters, early majority, late majority and laggards. 
The success of an innovation is largely dependent on decisions made within the social system 
as they adopt five steps namely: Knowledge: i.e. knowing about the innovation and 
continuous learning on the same; Persuasion i.e. being keen to learn more detail about the 
innovation; Decision i.e. weights up the merits and demerits of the innovation and makes a 
decision whether to embrace the innovations; Implementation i.e. employs and examines the 
usefulness of innovations and confirmation i.e. finalize decision to continue using the 
innovation. New ideas that make operations effortless have a high chance of been embraced 
as noted by Dobbins, Cockerill, Barnsley, (2001); probable adopters therefore appraise a new 
idea on its competitive positioning. (The anticipated gains provided by the innovation in 
comparison to the methods and mechanism currently in use). 
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2.2.3 Information Systems Success Model 
This is an information system (IS) model developed by Delone and Mclean which seeks to 
present a clear view of the success of a given information system by examining the six 
critical dimensions of success for information systems. (Delone & Mclean, 2003) The six 
dimensions include: 
 Information Quality: This is the usefulness of the knowledge that a particular system is able 
to generate and deliver. For the information to be of quality it has to be up to date, clearly and 
effectively presented.  
System Quality: is the ease of use, responsiveness, integrity plus security of a given system. it 
translates to the following characteristics importance, response time, availability, portability, 
integration and adaptability. 
 Service Quality: This is the prompt responsiveness of the service that a particular system 
offers; service is deemed to be of quality if it conforms to the customer requirements and 
meets their needs. The user is satisfied with quality services and this have an impact on the 
overall system benefits both to the customer and organization. System use/usage intentions: 
this refers to the actual usage of the system that is what is the purpose of the information 
system?  User satisfaction: indicates how a user is satisfied with performance of the system, 
which should be a seamless and enjoyable experience; user satisfaction is influenced by 
usage.  
Net system benefits: These impact the organization and individuals using the system, Net 
system benefits can be classified as positive and negative. Positive include enhanced learning 
and empowerment in the organization while negative include quality concerns and 
technology dependence. For the purposes of this research study, the information system 
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model is appropriate for measuring the net system benefits which is a construct of all the five 
components that result in information system success.  
2.3 Empirical Literature Review 
A review of some related literature reveals that IT has been and can be used as an enabler for 
competiveness and achieving organizational goals. Globalization and increasing cutthroat 
competition in industries have forced businesses to think innovativeness in their day to day 
activities to gain and retain superior advantage thus a great influence on the growth of 
businesses and in this case Interswitch East Africa (K) ltd. 
 Firms now compete on the provision of quality services as opposed to tangible items such as 
goods (Kandampully, 2002). Chen et al. (2009), established that service delivery impacts a 
firms performance allowing an organization to differentiate itself and better satisfy customer 
needs accordingly, innovations in the delivery of services may be viewed as a unique system 
of delivery that gives clients greater convenience (Lovelock&Wright2002). Further Chen 
(2009) proposes that technological knowhow and ability have made it possible for 
commercial institutions to bolster services and provide new systems; examples include 
mobile money, electronic banking and leading. 
Kumar & van Hillegersberg (2004); Chen et al. (2009) further notes that Innovation 
orientation and capability in information technology have clear decisive effects on 
innovations in service delivery; IT has becomes a critical element in creating more extra and 
acceptable service delivery means for customers.  
Other past studies show that IT facilitates better service delivery in organizations (Valacich, 
Paranka, George & Nunamaker, 1993). According to the SAP white paper on service delivery 
innovation; enabling technology which is innovative is a significant facilitator of service 
delivery as noted by 93% of the professional service 19 firms surveyed thus meeting the 
12 
 
objective of the relationship between IT management on the growth of Interswitch East 
Africa (K) Ltd. The paper also notes that continuous improvement of service delivery is an 
ongoing process and must be ingrained into the way an organization operates and designs 
new services; Initiatives such as implementing global systems, collaborating with clients and 
creating an interlinked organization are examples of continuous service delivery 
improvement.  
Additionally Carroll (2016) investigated the impact of IT innovation in a service environment 
and found out that Technology is embraced with a sense of suspicion but actors presume it 
will improve service efficiency and performance (i.e. a perceived relationship between 
technology and progress); the research also found out that Outsourcing technological service 
capabilities and accountability is viewed as offloading accountability or ‘blame’ for service 
failures in public service. 
Johannessen et al., 1999; Sambamurthy, Bharadwaj, and Grover (2003), further and ongoing 
investigation of these relationships in the context of business growth is warranted given the 
dramatic advancement of IT that has shifted business growth to more advantageous positions 
in organizational flexibility and efficiency terms (Izushi 2003; Larsen and Lomi 2002; 
Tanabe 2005; Xiang and Lan 2001). In particular, Cooper (1998) highlights that due to 
advances in computer technology, the declining cost of systems and improved software and 
technological sophistication of the workforce, no longer are adaptations reserved for the 
technologically elite, which results in opportunities for innovation in which results in 
opportunities for innovation in business growth. Further support for examination of IT and 
innovation relationships is drawn from Dewett and Jones (2001:326) who stress that, 
“because IT moderates many aspects of the process of bringing new problem-solving ideas 
into use given that it determines the way information is stored, transmitted, communicated, 
processed and acted upon, IT is hence a very important aspect  in growing businesses 
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2.4 Review of Literature across Europe, Arab and Africa 
The social rationale refers to socio-economic conditions associated with ICT use. The role of 
ICT in global socio-economic development is well documented in literature (Evoh, 2007; 
Kozma, 2006, OECD, 2010), with Fullan (1993, 2001) emphasizing that education has a 
moral purpose to make a difference in the lives of learners and businessmen, regardless of 
background, and to help produce citizens who can live and work productively in increasingly 
dynamic complex societies. Thus, all children in all societies need to be prepared for ICT and 
the communication society (Doornekamp, 2002; Valentine & Holloway, 2001).  
The paradigm of how ICT can benefit society has manifested itself over the years. It is argued 
that the more people are ICT-literate the broader the spectrum of achieving the Millennium 
Development Goal (MDG) of becoming a knowledge-based economy. It can also be 
interpreted as strengthening the developed world’s industry, and creating for the developing 
countries opportunities for job creation and subsequently poverty alleviation. This is evident 
with Interswitch that is trying to spread through Africa all through Nigeria and Kenya by use 
of IT innovation and management to grow business and creating more jobs to the residents. 
2.5 Summary and Research Gaps 
From the aforementioned the researcher has examined the academic and practitioner 
definition of IT innovation, service delivery and management information system and current 
knowledge of IT innovation and how it has impacted on service delivery, together with the 
theoretical perspective that increase insight into these concepts. The literature strongly 
suggest that IT innovation plays a major role on service delivery effectiveness and that of 
firms performance (Chen et al, 2009).It also emerged from the literature that is still 
insufficient understanding of service delivery and IT innovation.  
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This study therefore seeks to fill the research gap by seeking to empirically better understand 
IT innovation and service delivery, and how Interswitch East Africa (K) ltd has managed to 
use IT innovation for service delivery through the student management information system. 
Service delivery being a core mandate of the Interswitch (K) ltd as stipulated in the 
company’s charter. This study will make use of Information System Success Model and the 
Diffusion of Innovation Theory to address the research gap using the key components of the 
two information system theories, which entails the innovation journey and the success of the 
management information system as a tool for service delivery. 
2.6conceptual Framework 
 
 
 
 
 
 
Figure 2.1: Conceptual Framework 
2.7 Operationalization of Variables 
Apart from operational costs, technology is usually the biggest item in the budget at 
Interswitch, and the fastest growing one. Interswitch need to manage costs and risks 
associated with electronic money transfers. Despite the potential benefits of IT, there is 
debate about whether and how their adoption improves business performance (Orudho, 
2014).  
 
 Growth of Interswitch East 
Africa  
 Performance of IT projects 
 
 Innovation and management 
skills 
 Leadership of project 
management 
 Relationship between IT 
management and innovation 
 Styles of management 
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Traditionally, IT investments includes IT equipment, communications equipment and 
software (pre-packaged software, customized software and software developed in-house) 
(Freitas, Luciano and Testa, 2010). Present-day IT investments include intellectual capital 
structure and complementary assets such as human capital, organizational capital, process 
capital, innovation capital, customer capital and financial capital (Derrick, Gurbaxani, and 
Kraemer, 2013). Achieving high performance also requires good IT infrastructure supported 
by good IT management practice (Chen and Galbraith, 2009) 
Table 2.1: Operationalization of Variables 
Traditional IT investments Present – day IT investments 
IT equipment Intellectual capital structure 
Customized software Human & innovation capital 
Communications equipment IT infrastructure 
Pre -  packaged software Good IT management skills 
Source: Author (2018) 
2.8 Chapter Summary 
IT has produced changes in the structure of businesses. As a result of increased competition 
that has lowered margins in lending operations (the banks' traditional business) banks have 
diversified their sources of income and rely increasingly on income from fees services rather 
than interest rate spreads. 
 Fees charged for services include typical banking activities like payment transactions, safe 
custody and account administration (Hallam-Baker, (1996). These activities are, in general, 
less volatile than fees and commissions charged on activities which are affected by economic 
and cyclical developments (underwriting activities, brokerage services, treasury management, 
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transactions on derivatives, private banking, and credit card business). This change is also 
reflected in the increasing size of off-balance sheet items in the banks' financial accounts.  
Adeosun et al. (2009) state that the use of IT enables strategic management, communication, 
collaboration, information access, decision making, data management and knowledge 
management in organizations. IT can provide powerful strategic and tactical tools for 
organizations, which, if properly applied and used, could bring great advantages in promoting 
and strengthening their competitiveness (Buhalis, 2004). Hengst and Sol (2011), state that 
ITenables organizations to decrease costs and increase capabilities and thus assist to shape 
inter organizational coordination. The use of IT can assist to lower coordination cost and 
increase outsourcing in organizations.  
Ramsey et al. (2003) note that organizations generally stand to gain from IT in areas such as 
reduced transaction costs, information gathering and dissemination, inventory control, and 
quality control. Oliner and Sichel (2010) suggested that IT investments results in great 
triumph and pay-off when the firm enjoys a quality management team committed to IT 
initiatives, whereas attributed the superior firm performance to the superior number of 
information workers. Scott (2011) noted that IT can be a means of facilitating communication 
and the exchange of information between various departments and 16 functions in the 
organization and in this light IT acts as an enhancer of collaboration and networking tool 
amongst employees, customers and partners because it removes the barriers to real-time 
communication and effective information sharing (Scott, 2011 
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CHAPTER THREE 
RESEARCH METHODOLOGY 
3.0 Introduction 
The section covers research methodology steps. The steps include; research design, 
identifying the target population, data collection instruments, data collection procedures and 
finally data analysis. 
3.1 Research Design 
The study used descriptive cross sectional survey. A descriptive cross sectional study 
attempts to describe or define a subject, often by creating a profile of a group of problems, 
people, or events, through the collection of data and tabulation of the frequencies on research 
variables or their interaction (Cooper and Schindler, 2003).  
The decision to apply descriptive cross sectional survey research design is based on the fact 
that in the study, the researcher’s interest was on the state of affairs already existing in the 
field and that no variable is to be manipulated. Descriptive cross sectional survey designs are 
used in preliminary and exploratory studies to allow researchers to gather information and 
summarize, present and interpret data for the purpose of clarification (Sekaran and Bougie, 
2010). The design was chosen for this study due to its ability to ensure minimization of bias 
and maximization of reliability of evidence collected.  
3.2 Target Population 
The population of the study comprise of the entire Interswitch East Africa (k) ltd operating in 
Kenya in terms of card services, ATM and PO’s management services, corporate payments 
and bill payment that sums up to a target population of 1500. 
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3.3 Sample and Sampling Technique 
Sampling plan describes the sampling unit, sampling frame, sampling procedures and the 
sample size for the study (Blumberg, Cooper & Schindler, 2014).  According to Silverman 
(2016), sampling involves selecting a given number of subjects from a defined population so 
as to represent the entire population and in this case I will use a sample size of 300.  Any 
statements made about the sample should also be true representative of the population. As per 
this research I will employ the quantitative type of sampling that involves the probability of 
another item being reselected thus being the main reason why I choose to use it. 
3.4 Instruments 
An instrument is the general term that researchers use for a measurement device (survey, test, 
questionnaire, etc.) and in this case questionnaires will be used to collect data on the 
leadership at Interswitch in relation to IT innovation and the company growth alongside the 
secondary data that will be obtained from the website. 
As per this research to measure the validity and reliability of the work done there will be 
checks on the internal consistency at Interswitch in terms of consistency in decision making. 
For validity there will be checks on content validity in terms of what is on the ground and 
what is published on website and journals and using the information obtained to predict 
future occurrences. 
3.5 Pilot Study 
A pilot study, pilot project or pilot experiment is a small scale preliminary study conducted in 
order to evaluate feasibility, time, cost, adverse events, and improve upon the study design 
prior to performance of a full-scale research project thus prior to the final study a pilot study 
will be conducted within Interswitch East Africa (K) ltd will be conducted to establish 
viability of the study. 
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3.6 Data Collection Technique 
This study will employ secondary and primary data, which will be obtained from Interswitch 
offices in each of the services rendered. Secondary data will be used because data relating to 
growth and performance of the Interswitch company limited groups is readily available from 
the managers as well as their website. Any additional Secondary data will be obtained from 
the Interswitch (K) ltd brochures, industry journals and periodicals and other relevant sources 
available to the researcher using a checklist. 
3.7 Data Analysis and Presentation 
Data obtained shall be coded and entered into Statistical Packages for Social Sciences (SPSS 
V 21). In order to effectively analyse the quantitative data, descriptive statistics including 
percentages, frequencies, means and standard deviation will be used. 
3.8 Ethical Considerations 
The researcher will be collecting sensitive information and therefore has moral obligation to 
treat the information with utmost care. The researcher will assure the respective groups and 
the Interswitch company confidentiality of the information given to ensure that the 
respondents are not reluctant to give the information as sought by the study. This will be done 
by using the transmittal letter indicating that the data collected will be only for academic 
purposes. 
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3.9 Chapter Summary 
This chapter explains the methodology that will be used by the researcher to find answers to 
the research questions. In this chapter, the research methodology is presented in the following 
order, research design, target population, sampling procedure, data collection methods, 
instruments of data collection and the pilot study. The section also explains how data will be 
analysed to produce the required information necessary for the study. Finally, the chapter 
provides the ethical issues. 
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CHAPTER FOUR 
RESEARCH FINDINGS AND DISCUSSION 
4.0 Introduction 
This chapter presents the analysis of study findings effect of innovation technology 
innovation and management on growth of Interswitch East Africa Limited. The analysis was 
based on the study’s specific objectives: To arbitrate the effect of innovation and 
management skills on performance of IT projects at Interswitch East Africa (K) Ltd, to 
establish the influence of leadership of project management experience on performance of IT 
projects at Interswitch East Africa (K) Ltd, to examine the relationship between IT 
management and innovation on the growth of Interswitch East Africa (K) Ltd, to ascertain the 
influence of management styles on project management performance of IT projects at 
Interswitch East Africa (K) Ltd. 
4.1 Background Information 
The researcher distributed 180 questionnaires. Of the 180 questionnaires distributed, the 
researcher was able to collect back 160 questionnaires. However out of the 160 
questionnaires 10 of them were not dually filled hence the complete forms were 150 
representing 83.3% of the entire administered questionnaires. 
4.1.1 Gender 
Attributing to gender the findings showed that majority of the respondents were female with a 
representation 60%with the male representation standing at 40% as per figure 4.1 below. 
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Figure 4.1: Respondents Gender 
4.1.2 Age 
In terms of age majority of the respondents were found to be aged between 30-39years with a 
representation of 60%, followed by ages between 20-29 with a representation of 20% 
whereas ages between 40-49 years and 50years and above standing at 13% and 7% 
respectively as per figure 4.2 below. 
 
Figure 4.2: Respondents Age 
  
Gender
Female        60%
Male             40%
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4.1.3 Education 
Figure 4.3 shows the education of respondents. The figure indicates that majority of the 
respondents have a bachelor’s degree with a representation of 40% followed closely by the 
diploma level at 30% whereas certificate levels and post graduate levels stand at 20% and 
10% respectively. 
 
Figure 4.3: Education of Respondents 
4.1.4 Work Experience 
In terms of work experience majority of the respondents were found to be with the experience 
of between 5-10 years with a representation of 39% followed closely by the above 10years of 
experience at 34% and 0-5 years at 27% as illustrated in figure 4.4 below. 
20% 
30% 
40% 
10% 
Certificate
Diploma
Degree
Post Graduate
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Figure 4.4: Work Experience of the Respondents 
4.2 Descriptive Statistics 
This Chapter represents the mean and the standard deviation of the research questions. 
Table 4.1: Effect of Innovation Technology and Management on Performance of IT 
Projects at Interswitch (K) East Africa 
Innovation statements 
Strongly 
Disagree Disagree Neutral Agree 
Strongly 
Agree Mean 
Std 
Deviation 
Interswitch launches 
customized products 
according to customer demand 16.70% 14.50% 24.60% 22.50% 21.70% 3.18 1.374 
Interswitch leads innovative 
distributing method to markets 19.60% 12.30% 19.60% 24.60% 23.90% 3.21 1.442 
Interswitch imports advanced 
programmable devices 7.20% 11.60% 34.10% 28.30% 18.80% 3.4 1.137 
Interswitch adopts innovative 
reward systems 8.00% 6.10% 31.90% 23.90% 20.10% 3.5 1.21 
Interswitch engages in 
business process re-
engineering 6.50% 19.60% 34.10% 22.50% 17.40% 3.25 1.151 
Interswitch adopts innovative 
work designs 8.70% 12.30% 24.60% 21.70% 32.60% 3.57 1.295 
Interswitch enlarges new 
markets with new product 
developments 10.10% 21.00% 31.90% 18.10% 18.80% 3.14 1.241 
Interswitch majorly has 
adopted the new IT 
investments 5.80% 8.00% 13.00% 22.50% 50.70% 4.04 1.22 
Interswitch keeps on 
increasing on new IT product 
launches 7.20% 10.90% 23.20% 24.60% 34.10% 3.67 1.251 
0%
5%
10%
15%
20%
25%
30%
35%
40%
45%
Years 0 -5 5-10years Above 10 years
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Table 4.2: Effect of Innovation technology and management on growth of IT projects at 
Interswitch (K) East Africa 
Innovation Statements 
Strongly 
Disagree Disagree Neutral 
Strongly 
Agree Agree Mean 
standard 
Deviation 
innovation Statements 
       
Interswitch adopts 
innovative reward 
systems to increase 
growth 5.80% 8.00% 13.00% 22.50% 50.70% 4.04 1.22 
Interswitch enlarges 
new markets with new 
product developments 10.10% 0.21 31.90% 18.10% 18.80% 3.14 1.24 
Interswitch majorly has 
adopted the new IT 
investments 8.70% 12.30% 24.60% 21.70% 32.60% 3.57 1.29 
Interswitch majorly has 
adopted the new IT 
investments 6.50% 19.60% 34.10% 22.50% 17.40% 3.25 1.15 
Employees at 
Interswitch are 
encouraged to take 
calculative risks to 
foster company growth 8.00% 13.00% 28.60% 23.90% 20.10% 3.50 1.21 
Interswitch always 
works at finding new 
business to venture  7.20% 11.60% 34.10% 28.30% 18.80% 3.40 1.13 
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Table 4.3: Correlation Analysis 
 Innova
tion 
Management 
skills 
IT 
management 
Styles of 
management 
Operational 
Efficiency 
CA 
Innovation Pearson 
Correlation 
1 -.215
*
 .004 .134 -.782
**
 .225
*
 
Sig. (2-
tailed) 
 .026 .969 .191 .000 .019 
Management 
skills 
Pearson 
Correlation 
-.215
*
 1 .137 -.266
**
 .244
*
 -.134 
Sig. (2-
tailed) 
.026  .158 .009 .011 .175 
IT 
management 
Pearson 
Correlation 
.004 .137 1 -.277
**
 .359
**
 -
.198
*
 
Sig. (2-
tailed) 
.969 .158  .006 .000 .040 
Styles of 
management 
Pearson 
Correlation 
.134 -.266
**
 -.277
**
 1 -.404
**
 .631
*
*
 
Sig. (2-
tailed) 
.191 .009 .006  .000 .000 
Operational 
Efficiency 
Pearson 
Correlation 
-.782
**
 .244
*
 .359
**
 -.404
**
 1 -
.444
*
*
 
Sig. (2-
tailed) 
.000 .011 .000 .000  .000 
Capital 
Adequacy  
Pearson 
Correlation 
.225
*
 -.134 -.198
*
 .631
**
 -.444
**
 1 
Sig. (2-
tailed) 
.019 .175 .040 .000 .000  
*. Correlation is significant at the 0.05 level (2-tailed). 
**. Correlation is significant at the 0.01 level (2-tailed). 
The correlation test showed a significant negative correlation between management skills and 
innovation(r=-0.215, p=0.026). The level of IT management and innovation had an 
insignificant positive relationship(r=0.004, p=0.969). The styles of management and 
innovation had a positive insignificant correlation(r=0.134, p=0.191) 
There was a strong negative correlation between operational efficiency and innovation (r2 -
0.782, p<0.001) and also capital adequacy had a positive significant correlation with 
innovation. 
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4.2.1 Regression analysis 
The regression test was done to establish the effect of innovation technology and 
management styles on the performance of projects at Interswitch East Africa (K) Limited 
Table 4.4: Model Summary 
Model R R Square Adjusted R 
Square 
Std. Error of the Estimate 
1 .873
a
 .763 .749 .0896917 
a. Predictors: (Constant), CA, innovation, management skills, IT management , 
Operational Efficiency 
The model summary shows R square value of 0.763. This shows that the predictions explain 
76.38% of the variation in innovation. The remaining 23.7% is explained by other factors. 
Table 4.5: ANOVA 
Model Sum of 
Squares 
Df Mean 
Square 
F Sig. 
1 
Regression 2.277 5 .455 56.599 .000
b
 
Residual .708 88 .008   
Total 2.984 93    
a. Dependent Variable: Innovation 
b. Predictors: (Constant), CA,  management skills, IT management , Operational 
Efficiency Operational Efficiency 
The ANOVA results table shown above is a measure of goodness of fit the model. The values 
of F statistics given by F (5,88)=56.599, p<0.001 shows that the predictors of the model are 
statistically significant in  predicting (affecting) the innovation of interswitch. Therefore the 
parameters fit in the model. 
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Table 4.6: Coefficients 
Model Unstandardized 
Coefficients 
Standardiz
ed 
Coefficient
s 
t Sig. 
B Std. Error Beta 
1 (Constant) .703 .062  11.381 .000 
Innovation -.250 .266 -.058 -.941 .349 
IT management .347 .107 .185 3.235 .002 
Management 
skills 
-.283 .105 -.185 -2.693 .008 
Operational 
Efficiency 
-.665 .048 -.978 -
13.958 
.000 
Capital Adequacy  -.215 .183 -.083 -1.173 .244 
a. Dependent Variable: ROA 
Table 4:10 shows that management skill (p=0.008), IT management (p=0.02) and operational 
efficiency (p<0.001) were significant predictors on growth of Interswitch East Africa 
(Innovation). The quality of IT projects and C.A was not a significant predictor of innovation. 
Thus the resulting model was given by Y=bo +b1AQ+b2ID+b3L+b4OE+b5CA 
 Y=0.703-0.250AQ+0.347ID-0.283L-0647OE-0.215C.A 
The above model shows that when all the factors are held constant the return on IT projects 
would be 0.703. A unit increase in asset quality holding other factors constant would decrease 
growth of Interswitch by 0.250 units. A unit increase in management of IT projects other 
factors constant would increase growth of the company by 0.347. a unit increase in operations 
efficiency holding other factors constant would reduce the return on growth by 0.283 this is 
holding other factors constant, a unit increase in operational efficiency would reduce the 
return on revenue by 0.665 units. Lastly a unit increase in C.A holding other factors constant 
would reduce the return on growth by 0.215 units 
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4.3 Limitations of the Study 
The study only collected data from Interswitch East Africa (K) limited Nairobi branch. The 
findings have not been compound with other in other countries. The study also suffers the 
limitations of unavailability of data at the Nairobi branch yet can easily be accessible by 
visiting and distributing questionnaires at the mother country that is Nigeria. This reduced the 
sample size and eventually the representativeness of the study sample. 
The study only concentrated on Interswitch. This represents only one sector.  Findings could 
be different in other sectors. This means that the relationship between the growth of It 
projects and in other sectors using the model are not known. 
4.4 Summary of the Study 
This chapter presented the data results, presentation and interpretation of the findings of the 
variables of the study. The chapter had several sections including descriptive statistics 
section, regression analysis section and lastly discussions of findings. 
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CHAPTER FIVE 
SUMMARY, RECOMMENDATIONS AND CONCLUSIONS 
5.0 Introduction 
This chapter presents summary of the research, recommendations and conclusion of the 
study. The summary comprising of the background of the study and the various research 
methodologies used whereas the conclusion part majorly focuses on the research questions. 
5.1 Summary of Findings 
The purpose of the study was to examine the effect of innovation technology and 
management skills on the growth of Interswitch East Africa (K) limited. The study focused 
on answering questions: How does innovation and management skills influence performance 
of IT projects at Interswitch East Africa (K) Ltd? Does the relationship between IT 
management and innovation influence growth at Interswitch East Africa (K) Ltd? To what 
extent does project management leadership experience influence the performance of IT 
projects at Interswitch East Africa (K) Ltd? And to what extent does project management 
leadership style influence the performance of IT projects at Interswitch East Africa (K) Ltd. 
In this research the descriptive research methodology was adopted with sample size of the 
study being 150 staff of Interswitch East Africa (K) Limited. Structured questionnaires were 
used for data collection and analyzed through descriptive data statistics, correlation and 
regression analysis using SPSS Version 21. The researcher employed own interpretation for 
the presentation of the research findings and the use of tables and figures as illustrated in 
chapter four. 
For the background information indicated that majority of the respondents were female with a 
representation 60%with the male representation standing at 40%.In terms of work experience 
majority of the respondents were found to be with the experience of between 5-10 years with 
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a representation of 39% followed closely by the above 10years of experience at 34% and 0-5 
years at 27% whereas for education majority of the respondents were found to have a 
bachelor’s degree with a representation of 40% followed closely by the diploma level at 30% 
whereas certificate levels and post graduate levels stand at 20% and 10% respectively and in 
terms of age majority of the respondents were found to be aged between 30-39years with a 
representation of 60% , followed by ages between 20-29 with a representation of 20% 
whereas ages between 40-49 years and 50years and above standing at 13% and 7% 
respectively. 
The descriptive statistics show various analysis that were employed including the regression 
analysis, correlation analysis and also discussion of various findings and factors that show 
that all the variables are interdependent when it comes to the growth of Interswitch East 
Africa (K) Limited in relation to the IT innovation in all IT projects undertaken by the 
organisation. 
5.2 Recommendations 
The study recommends that Interswitch work on their update on new technologies and 
leadership skills to ensure that it is adequate and up to date for their operations. The value of 
new IT projects should be adequate, sustainable and updated. 
5.3 Conclusions 
The study sought to establish the effect of IT innovation and management skills on the 
growth of Interswitch East Africa (K) Limited. The study results confirmed that innovation 
had the greatest influence on business growth among the three dimensions of corporate 
entrepreneurship. Therefore, this study concludes that innovation and management/leadership 
skills have the greatest effect on business growth at Interswitch (K) Limited. 
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APPENDIX I 
QUESTIONNAIRE 
SECTION A: GENERAL INFORMATION 
1. What form of business is Interswitch East Africa (K) LTD dealing with? 
Sole Proprietor ( ) Partnership ( ) Limited liability Company ( ) 
2. Industry of business? 
Light manufacturing ( ) Commercial and Trade ( ) Service SMES ( ) 
3. How long has the business been in operation? 
………………………………………………………………………. 
4. How many employees have been employed since inception? 
10 or less employees ( ) 
11-49 employees ( ) 
50-99 employees ( ) 
Above 100 employees ( ) 
5. What is the annual net income and total assets for the last 3 years in the business? 
Year 1 Year 2 Year 3 
Net Income (Kshs.) 
Assets at the beginning of the year (Kshs.) 
Assets at the end of the year (Kshs) 
SECTION B: INNOVATION 
Please estimate to what extent the following statements relate to the various types of 
Innovations apply to the business (Interswitch East Africa). 
B.I. PRODUCT/SERVICE INNOVATIONS 
Please tick one choice for each of the following statements. 
36 
 
(1 = strongly disagree, 2 = disagree, 3 = nor disagree nor agree, 4 =agree, 5 = strongly agree; 
X = do not know) 
1 2 3 4 5 X 
1. In new product and service introduction, our company is often first-to-market…….. 
2. New products and services are often perceived the best by customers….. 
3. New products and services in our company often take us up against new 
competitors….. 
4. In comparison with competitors, our company has introduced more innovative 
products and services during past 3 years…… 
5. We manage to cope with market demands and develop new products quickly……. 
6. We continuously improve old products and raise quality of new products….. 
B.II. PROCESS INNOVATIONS 
Please tick one choice for each of the following statements. 
(1 = strongly disagree, 2 = disagree, 3 = nor disagree nor agree, 4 =agree, 5 = strongly agree; 
X = do not know) 1 2 3 4 5 X 
1. Development of new channels for products and services offered by our corporation is 
an on-going process……. 
2. New business methods and services are always worth if they improve productions 
(new machinery, new process among others)…….. 
3. The firm rewards employees in terms of their productivity…….. 
4. The firm conducts internal training of employees upon introduction of new 
machinery, processes………… 
5. Employees attend seminars, workshops, conferences with intention to acquire or 
improve their skills……….. 
B.III MARKET INNOVATIONS 
Please tick one choice for each of the following statements. 
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(1 = strongly disagree, 2 = disagree, 3 = nor disagree nor agree, 4 =agree, 5 = strongly agree; 
X = do not know) 
1 2 3 4 5 X 
In marketing innovations (entering new markets, new pricing methods, new distribution 
methods, etc.) our company is better than competitors……. 
We deal with customers’ suggestions or complaints urgently and with utmost care… 
Introduction of new marketing approaches (online marketing, e-business etc) is a going 
concern….. 
We continuously modify design our products and rapidly enter new emerging markets-
………. 
Our firm manages to deliver special products flexibly according to customers’ orders….. 
Source: Interswitch East Africa (K) LTD 2018 
 
Appendix II: Research Budget 
DETAILS  COST  
Transport 2,300 
Photocopy, typing and binding 1,600 
Internet Access 1,555 
Communication (Airtime) 1,000 
Miscellaneous expenses  2,500 
Total 8955 
 
